
 

Friends and Family Test – June 2019 

National Contractual Indicator 

1. Percentage of patient responses (PTS and ECS See and Treat). We 
also monitor 111  

2. Patient Satisfaction Scores ( Extremely Likely, Likely, Neither, 
Unlikely, Extremely Unlikely, Don’t Know) 

 

 Background 

 NEAS FFT requirements became mandated in April 2015 

 Delivering FFT in line with national guidance  is a contractual 
requirement  

 There are currently no mandated response rates for Ambulance 
Services 

 
 
 
 

Service Responses 
% 

Recommended 
% Not 

Recommended 

Unscheduled Care - See & 
Treat 

119 98.3 0.8 

Scheduled Care (PTS) 12 100 0 

111 Service n/a n/a n/a 

 

 



  

 

 

Emergency Care (See and Treat)  

Friends and Family Test Survey 

June 2019  

    98.3% Likely or extremely likely to 
recommend us to friends or family 

Free Text Comments 

Positive themes = 98.5% Negative themes = 1.5% 

Top positive 
theme 

Quality of staff 
/professionalism 

Quality of 
care/service 

Emotional 
Support  

Positive     
free text 

Comments 

 Very pleased with the level of care of the crew. We need 
more of them. Thank you. 

 My husband was treated with the best treatment and 
respect I could ask for. They were very good with him as 
he is hard to understand because of his dementia. 

 Ambulance arrived very quickly and the two members of 
staff were very thorough and very helpful. Thank you. 

  



  

 

 

Emergency Care (See and Treat)  
Friends and Family Test Survey 

June 2019 
 

Number of Responses 

Online Surveys  7 
Total: 119 

Postal Surveys 112 

Activity   

Number of see and treat patients for the month Estimate (9,059) 

How likely are you to recommend our service to 
friends and family if they needed similar care or 
treatment? 

Number Percentage 

% Variance 
from previous 

month 

Extremely Likely and Likely  117 98.3 +0.6% 

Extremely Likely  112 94.1  0 

Likely  5 4.2 +0.6 

Neither likely nor unlikely 1 0.8 +0.8 

Unlikely 1 0.8 +0.8 

Extremely unlikely 0 0 -1.8 

Don't know 0 0 -0.6 

Trend Graph 

 
 

 

 



  

 

Free Text Summary 

 Free Text 
Comments  

Positive Total Negative Total 
 Sub Codes Description Sub 

Code 

Positive Total Negative Total 

Count % Count % Count % Count % 

Relationship 
Themes 

117 58.2                 

1 Emotional 
Support 

34 16.9     
Reassuring/put at ease 1.1 21 10.4     

Caring 1.2 13 6.5     

3 Quality of staff 
/professionalism 

70 34.8     

Knowledgeable 3.1 4 2.0     

Good/Excellent Staff 3.2 40 19.9     

Friendly staff 3.3 11 5.5     

Understanding 3.4 4 2.0     

Helpful staff 3.5 10 5.0     

Attitude 3.6 1 0.5     

4. Welcoming the 
involvement of 
family & friends 

1 0.5     
Welcoming the involvement 
of family & friends 

4.1 1 0.5     

5 Kindness and 
compassion 

12 6.0     

Kindness 5.1 5 2.5     

Compassionate 5.2 4 2.0     

Respectful 5.3 3 1.5     

Transactional 
Themes 

84 41.8 3 100             

6 Timeliness and 
access to care 

20 10.0 2 66.7 Quick response - Ambulance 6.2 20 10.0 2 66.7 

7 information 
communication and 
education 

15 7.5     

Good advice 7.1 6 3.0     

Good explanation 7.2 6 3.0     

Communication with patient 7.5 3 1.5     

9 Co-ordination and 
integration of care 

1 0.5     
Links to services outside 
NEAS 

9.1 1 0.5     

12 Quality of Care / 
Service 

42 20.9     

good /excellent service 12.1 17 8.5     

Helpful  12.2 5 2.5     

Efficient 12.3 1 0.5     

Good outcome 12.5 1 0.5     

Good care 12.7 18 9.0     

13 General / Other 6 3.0 1 33.3 
General 13.1 3 1.5 1 33.3 

Thanks  13.3 3 1.5     

Totals 201 98.5 3 1.5     201   3   

 

ECS See and Treat  Narrative 

 FFT score for the number of patients who are likely or extremely likely to recommend the 
service has increased by 0.6% to 98.3% 

 The FFT score for the number of patients who  are likely or extremely likely to not recommend 
the service has decreased by 2.9% to 0.8% 

 The number of responses has decreased this month by 47 to 122.  

 Data is not available on the number of See & Treat cases this month due to IT issues. 

 98.5% of free text comments were positive. The three main themes were quality of staff and 
professionalism (34.8%), quality of care and service (20.9%) and emotional support (16.9%) 

 1.5% of free text comments were negative, 2 negative responses related to response times 

 Demographics, age: Over 65 years 65.8%, 45-64, 21.4%, 25-44, 6% Disabled 67.6%; 
Gender: Female 57.9%, Ethnicity: White British 96.6% White Irish/Other 1.7%, Other 0.8%. 
Data is only collected for sexual orientation and faith online for this survey, too few responses 
received to provide d analysis 



  

 

 National Comparative data for June 2019 indicates we are the second highest out of 10 

organisations for response rates, we collected 38.9% of all responses nationally. We are 2rd 

(1 organisations attained 100%) for the number of patients likely or extremely likely to 

recommend services to friends and family (98%), 7% higher than the national average. We 

are second  (1 organisations record 0%)  for the percentage of patients said that are unlikely 

or extremely unlikely to recommend our services 6% below the national average. 

 
 

Free Text Comments 
 

 

 

 

I felt safe and calm and was given the care I needed and received good advice  

Prompt attention , very professional in their duties and made a difficult situation easier to cope with. 

Very pleased with the level of care of the crew. We need more of them. Thank you. 

For the care and attention given at time of treatment and the ability to understand instructions given. 

People will use the service without prompting - it's necessary. 

Paramedics were professional, friendly and sympathetic. 

Amazing response, ambulance, paramedics. Very thorough and knowledgeable. Friendly and patient. Thank 
you. 

Extremely professional, caring, understanding crew. 

Quick response and excellent treatment and advice. 

I have required the services of NEAS many, many times for transport to hospital having dialled 999. My daughter 
is disabled so have used the service many times over 30 years! Excellent, professional service without fail! 
Thank you! 

The service was swift, professional and generally excellent. Guys were polite, friendly, reassuring, informative 
and put me totally at ease. 

Very quick response for my husband. Excellent examination, very thorough. Very pleasant, nice young man who 
arrived, I believe his name was [name removed]! Well done. 

My husband was treated with the best treatment and respect I could ask for. They were very good with him as he 
is hard to understand because of his dementia. 

On each occasion the service has been very helpful. The staff very polite and efficient and go [unreadable 
comment]. 

Had occasion to call emergency service and was helped very quickly and with delivery. 

Service is very good. 

The ambulance service is very good. [unreadable comment]. 

FRRS (fell down). I am 88 years and I need help to get up and back to my own home. This service is brilliant. 
The staff were lovely. I have told everyone about this service. 

Although they took a while to arrive, both gentlemen were very professional and attentive. Very understanding in 
all areas. 

Sympathetic consideration. 

Lack of alternative, excellent care and advice given. 

The paramedic staff were excellent at keeping my daughter calm and talking through the treatment they were 
going to carry out. 

Very professional service. 

Friendly, efficient and caring staff. They listened to patient's needs and family concerns. Very approachable and 
easy to talk to, made patients feel relaxed and comfortable. 

Paramedics were very caring and thorough. They made me and my wife feel very assured before they left. 
Cannot fault their dedication. My grateful thanks to both of them. 

The paramedics were fabulous. 

They were friendly, efficient and calmed me down. 

Mixed experiences, mainly good. 

I want to praise your quick response to my accident in Tesco store and the [unreadable comment] of your staff, 
particularly a lady paramedic. 

Very helpful paramedics. 

Attendance was A (mark). 

As for the last year I have had a number of falls. I press my emergency button and the staff who arrive always 
handle me with dignity and kindness. 

prompt attention. Explained in detail to my daughter. Gave safety net approach. 

The ambulance crew were very good, very professional, and friendly and very reassuring. 



  

 

FRRS. The paramedic and nurse who came to treat me were excellent and very caring. I could not thank them 
enough. 

Calm, experienced, and professional care. 

[name removed] was wonderful to my husband, explained everything. Very grateful to staff and 111 and [name 
removed] thank you. 

The ambulance crew who attended my husband (NEAS) were amazing. The lady was [name removed] I did not 
get the name of the chap. NEAS should be so proud of their service. Again, amazing who attended. 

Very helpful, friendly and reassuring. 

[name removed] cca and [name removed] were very professional and I was really impressed. I felt that they did 
everything possible for me. Plus their attitude and manner were just class. 

What an absolutely ridiculous question. Surely a ridiculous waste of N.I. contributions and funding. 

The 2 female paramedics were fantastic with my 6-year old son. 

Extremely kind and professional 2 man ambulance crew. Quick response. Felt in safe hands. Very well done. 

Every single one who works for the N.E. Ambulance Service deserves a medal. They are always such kind, 
caring, compassionate people who give it more than 100%. 

Quick response to our call. Checks and tests carried out in a friendly and professional manner. Always 
reassuring the patient. An excellent service, which we found faultless. 

Courteous. Polite. Thorough examination and diagnosis. 

Ambulance driver ([name removed]) was very professional, helpful and put me at ease. 

Paramedics were very calming, polite and efficient, explained everything. 

Both paramedics pleasant and helpful. Looked after my husband and gave good advice, if he needed to go to 
hospital or stay at home. 

Paramedics arrived soon after called. They were very efficient and calming, helped with doctor's appointment 
and other issues. They are a very valuable service who we could not do without. 

The service I got was outstanding. 

Always very professional - paramedics brilliant. 

[Names removed]. They are very professional, exceptional and understanding. [signature removed] 

Very prompt service, polite and caring. 

The paramedics were not in a hurry and took their time to be thorough and to really listen to what I was saying. 
They also were happy to wait to see if my symptoms abated on their own which they did. They are amazing. 

FRRS. Very helpful and professional support to my mum and myself. Treated with compassion and dignity. 

Both paramedics made me feel at ease. Took the time to fully check my son over. Explained everything in detail. 
Lovely and kind men. 

Very helpful and great with checks on me. They gave me good advice to what to do in future and were so caring 
and so efficient. 

The ambulance crew were terrific. Very calm, put me at ease, very helpful, explained everything to me and had 
time to listen to me. They were cheerful and happy which helped me. 

I had a nasty fall on Monday 10-6-19 and as a result sustained an upper limb fracture of humerus. Couldn't fault 
the service, nothing was too much trouble. True professionals. 

I was seen to in a warm, friendly manner. They put me at ease. Lovely people. 

I am answering as above because my ambulance arrived quickly, and the paramedics were understanding and 
extremely efficient. 

Both attendees were pleasant and professional as well as calming. 

Completely put at ease by the crew verbally and relaxing. Both persons deserve a commendation for their action 
although I did not want to go into hospital. Because that was my choice they tried very hard to get me to go. 

The response, care, respect and attention I received. 

I would like it to be on record to report 100 plus treatment I've received. [name removed] 

Because our NHS is there to help and save lives. Which other service can compete. Very helpful. Very grateful. 

Paramedic arrived quickly. Very thorough and extremely pleasant. 

Ambulance arrived within 20 minutes. Problem was quickly diagnosed and paramedics stayed until patient 
recovered, and arranged a GP appointment to follow up. All done cheerfully, reassuring and with great kindness. 

Very efficient, very caring. Thorough examination, excellent good advice. 

Excellent response by community paramedic, [name removed]. She was caring, professional and really took the 
stress out of the situation. A credit to the NHS. 

Very happy with the 2 ambulance man and woman. Really helpful. They both have had [unreadable comment] in 
the back. Told me what to do, got me off the floor. The only big problem was the waiting for the ambulance. 

Very professional care and expertise. Excellent. 

Response by paramedics was very quick. The two medics were very pleasant, conscientious and efficient. No 
complaints! 

They attended well within time advised on phone. They were polite and helpful. 



  

 

The ambulance crew were caring and [unreadable comment] confidence in my situation. They made me feel 
safe and comfortable. 

Arrived quickly, thorough examination. 

An ambulance was called as I had an epileptic fit on the street. Paramedics were great. They care for me 
throughout until I recovered from seizure. Great team. A huge thank you [name removed]. 

111 was really good, even though I was croaky. The ambulance crew were amazing and even got me a GP 
appointment for the same day, something I was unable to do! 

Very friendly and non-judgemental. 

Team of 2 dealt with my wife's issue in a very caring way and put her at ease throughout their visit. 

Ambulance arrived very quickly and the two members of staff were very thorough and very helpful. Thank you. 

Both paramedics were lovely and appeared to be genuinely interested in my son. They were kind and explained 
things very clearly. 

It seemed a long time arriving but very good attention when they did come. The male assistant was particularly 
helpful and caring. 

Very efficient and caring paramedics. Cheerful people. 

The ambulance service is marvellous as soon as they come through the door you know you are in good hands. 
Always kind, helpful and understanding. 

Professional, caring, compassionate. 

The ambulance arrived within 30 minutes of 999 call, reporting my wife's fall. The 2 paramedics ([names 
removed]) were delightful personalities - caring, thorough, very professional and practical in solving a very 
difficult situation with my wife's position, pain, swell. Almost complete recovery achieved. 

[unreadable comment] and knowledgeable staff. 

Very professional and quick diagnosis. Treated without the need to go to A&E. 

The staff were very helpful and explain everything that they are talking about. Myself and my family are grateful 
for their service. 

Very helpful. 

Very professional. Extremely helpful. Very good medical knowledge. 

Hopefully they won't need an emergency paramedic but [unreadable comment] was amazing caring for my mam 
and me (I am her daughter and was really worried). Everything explained and response managed superbly. Well 
done! 

Approachable and professional. 

Very professional and well trained. 

Very impressed with the ambulance team. Great group. Thank you all very much. 

Wonderful service, quick, professional and effective. Very polite. 

The female staff who attended inspired confidence and were friendly and supportive. They checked my status 
and offered advice. 

They were excellent, listened to everything, did ECG BP straight away, comforted me and made me feel 
important. 

Very professional and communicative although a patients transport service was initially sent for my poorly elderly 
mum who needed a stretcher. 

I have always received kindness and care on numerous occasions. 

The treatment I received was excellent. 

The ambulance men were very kind. 

Excellent service, out within 7 minutes of call. Pleasant and helpful paramedics. 

Excellent service provided, charming man [name removed] on 14.06.19. I can't thank him enough for the 
compassion and care given. Very professional and highly recommended. 

Ambulance crew very friendly, caring and efficient. 
 

 

 

 
 

 

  



  

 

 

 
 

 

Scheduled Care 
Friends and Family Test Survey 

               June 2019 
 

     100% 
Likely or extremely likely to 
recommend us to friends or 
family 

Free Text Comments 

Positive themes = n/a Negative themes n/a 

Top positive 
themes 

n/a too few responses n/a too few responses 

Positive     
free text 

Comments 
n/a too few responses 

 

 

Caution should be taken when viewing this data and analysis due to the 

low number of responses. 

  



  

 

 

              Scheduled Care  
           Friends and Family Test Survey 

                 June 2019 

Number of Responses 

Online Surveys  12 
Total: 12 

Electronic Tablet Surveys 0 

Activity   

Number of completed journeys for the month 49,298 

How likely are you to recommend our service to 
friends and family if they needed similar care or 
treatment? 

Number Percenage 
% Variance 

from previous 
month 

Extremely Likely and Likely  12 100 +10 

Extremely Likely  10 83.3 +18.3 

Likely  2 16.7 -8.3 

Neither likely nor unlikely 0 0 -5 

Unlikely 0 0 -5 

Extremely unlikely 0 0 0 

Don't know 0 0 0 

Trend Graph 

 

 



  

 

 Summary 

Narrative  

 The FFT score for the number of patients likely or extremely likely to recommend the service is 
100% a 10% increase compared to the previous month (caution numbers are low) 

 The FFT score for patients unlikely or extremely unlikely to recommend services is 0%, a 5% 
decrease compared to the previous month 

 We received 12 responses, 8 less than the previous month.  We continue to experience issues 
with collection mechanisms. Meetings have been set up the the operational managers to explore 
options 

 Numbers are too low to comment on geographical representation  

 The number of completed journeys was 49,298, 1,731 less compared to the previous month  

 All free text themes were positive 

 0  free text themes were negative  

 Demographics, the numbers of responses were too low to provide a demographic profile.  

 Caution should be taken when comparing figures due to the low number of responses. 

 National comparative data forJune 2019 indicates we are the 9th out of 12 organisations and 6th in 
the NHS Ambulance sector for response rates. We scored 90 %, 2% below the national average 
for NHS organisations for the number of people who are likely to recommend us to patients. 5% of 
patients would not recommend our service to friends and family which is the same as the national 
average. 

 
 

Free Text Comments 
 

Reliability 

Very convenient. Pleasant service. 

Just finished radiotherapy. Patient's husband died a week ago before finishing treatment. Patient 
would like to pass on her gratitude for the help and compassion recieved from all NEAS staff.  

Limited other options 

Ambulance cars recommended usually pretty 

It is an excellent service particularly that it is done mainly by volunteers who are usually polite and 
friendly 

  



  

 

 

111 Service 

Friends and Family Test Survey 

June 2019  

    % Likely or extremely likely to 
recommend us to friends or family 

Free Text Comments 

Positive themes = n/a Negative themes = n/a 

Top 3  positive 
themes 

n/a 

Examples 

Positive free text 
comments 

N/a no data has been sent to patients due to IT 
system issues therefore we are unable to collect and 
report on the data  

 

 

 

Free Text Comments 

Due to the low number of responses there was not enough free test data to undertake 
anlaysis of trends  

 

Free Text Comments 

  



  

 

 

111 Service 
Friends and Family Test Survey 

June 2019  

Number of Responses 

Postal Surveys  0 

Online Text Surveys 0 

Total 0 

Activity   

Number of 111 calls (answered) n/a 

How likely are you to recommend our service to friends 
and family if they needed similar care or treatment? 

Number Percentage 
% Variance 

from previous 
month 

Extremely Likely and Likely  0 0 0 

Extremely Likely  0 0 0 

Likely  0 0 0 

Neither likely nor unlikely 0 0 0 

Unlikely 0 0 0 

Extremely unlikely 0 0 0 

Don't know 0 0 0 

Trend Graph  
 

 
 



  

 

Social Media Update June 2019 

 

 



  

 

 

 

 



  

 

 

 

 



  

 

 

 

 



  

 

Patient/Community Engagement – June 2019 

Date Event Details 

01.06.19 Northumberland Pride 

Raise awareness of the Trust, when to use 
our service, employment and volunteering 
opportunities, promote FT membership an 
dcolelct deedback from attendees 

08.06.19 Crook Fire and Rescue Open Day  

Promote our services and when to use 
them alongside employment and 
volunteering opportunities and FT 
membership 

15.06.19 Ovingham Goose Fair 

Promote our services and when to use 
them alongside employment and 
volunteering opportunities and FT 
membership 

05.06.19 
Newbottle Primary Academy 

Show and tell  

08.06.19 Cramlington Scouts 
How to access and when to use services 

21.06.19 
Marsden Primary School School Fair  

23.06.19 
Northumbria police Fun Day.  

Middle Engine Lane 

Promote our services and when to use 
them alongside employment and 
volunteering opportunities and FT 
membership 

28.06.19 
St Aloysius School Hebburn Show and tell 

30.06.19 
Darlington community safety event Commuinty safety day  

 

Defibrilator, CPR and Heartstart events  

Date Event Location 

04.06.19 Ferryhill Workingman's Club 

06.06.19 Glendale Children's Countryside Day 

07.06.19 Busy Bees/ Primary School Staff 

08.06.19 Cramlington Scouts 

08.06.19 Freemasons 

10.06.19 New College Durham 

17.06.19 The Anchor Inn 

19.06.19 Holy Trinity First School 

19.06.19 Holy Trinity First School 

 



  

 

Patient Transport Service (May 2019) National Comparative Data  
 
 
 

Organisation Name 
Total 

Respons
es 

Total 
Eligible 

% 
Recomm 

ended 

% Not  
Recom

m 
ended 

Breakdown of Responses 

Extremel
y Likely 

Likely Neither 
Unlikel

y 
Extremely 
Unlikely 

Don't 
Know 

England (including Independent Sector Providers) 2,129 
540,818 91% 5% 1,514 422 82 44 62 5 

England (excluding Independent Sector Providers) 
2,027 525,280 92% 5% 1,476 387 68 37 55 4 

Selection (excluding suppressed data) 
2,129 540,818 91% 5% 1,503 420 82 43 60 5 

GUY'S AND ST THOMAS' NHS FOUNDATION TRUST 1,091 
24,468 94% 2% 813 211 47 17 3 0 

IMPERIAL COLLEGE HEALTHCARE NHS TRUST 
158 27,761 94% 3% 54 95 4 1 4 0 

UNIVERSITY COLLEGE LONDON HOSPITALS 
159 2,486 93% 4% 129 19 4 1 5 1 

YORKSHIRE AMBULANCE SERVICE NHS TRUST 
1 77,516 * * * * * * * * 

NORTH EAST AMBULANCE SERVICE NHS FT 
20 51,029 90% 5% 13 5 1 1 0 0 

WEST MIDLANDS AMBULANCE SERVICE NHS FT 
0 16,033 NA NA 0 0 0 0 0 0 

EAST OF ENGLAND AMBULANCE SERVICE TRUST 
15 77,649 80% 20% * * * * * * 

NORTH WEST AMBULANCE SERVICE NHS TRUST 
137 47,941 91% 5% 103 21 5 2 5 1 

ISLE OF WHITE NHS TRUST 
361 123,664 96% 3% 318 27 3 3 9 1 

SOUTH CENTRAL AMBULANCE SERVICE 
23 984 100% 0% 20 3 0 0 0 0 

ARRIVA TRANSPORT SOLUTIONS 
62 75,749 31% 61% 15 4 4 11 27 1 



  

 

 
 
Source: http://www.england.nhs.uk/ourwork/pe/fft/friends-and-family-test-data/ 

 

http://www.england.nhs.uk/ourwork/pe/fft/friends-and-family-test-data/


  

 

Emergency Care Service - See and Treat (May 2019) National Comparative Data  

Organisation Name 
Total 

Responses 
Total 

Eligible 

% 
Recomm 

ended 

% Not  
Recomm 

ended 

Breakdown of Responses 

Extremely 
Likely 

Likely Neither Unlikely 
Extremely 
Unlikely 

Don't 
Know 

England (including Independent Sector Providers) 434 
196,231 91% 8% 376 19 2 6 29 2 

England (excluding Independent Sector Providers) 
434 196,231 91% 8% 376 19 2 6 29 2 

Selection (excluding suppressed data) 
434 196,231 91% 8% 371 19 2 6 28 2 

LONDON AMBULANCE SERVICE NHS TRUST 
0 28,984 NA NA 0 0 0 0 0 0 

YORKSHIRE AMBULANCE SERVICE NHS TRUST 
1 16,320 * * * * * * * * 

NORTH EAST AMBULANCE SERVICE NHS  
169 9,059 98% 2% 159 6 0 0 3 1 

EAST MIDLANDS AMBULANCE SERVICE NHS 
3 16,362 * * * * * * * * 

WEST MIDLANDS AMBULANCE SERVICE NHS  
2 32,147 * * * * * * * * 

EAST OF ENGLAND AMBULANCE SERVICE NHS  
27 23,375 96% 4% 25 1 0 0 1 0 

NORTH WEST AMBULANCE SERVICE NHS TRUST 
35 26,611 86% 14% 28 2 0 1 4 0 

SOUTH WESTERN AMBULANCE SERVICE NHS  
10 26,630 100% 0% 10 0 0 0 0 0 

ISLE OF WIGHT NHS TRUST  
0 628 NA NA 0 0 0 0 0 0 

SOUTH CENTRAL AMBULANCE SERVICE NHS  
187 16,115 85% 13% 149 10 2 5 20 1 

 

 

Source: http://www.england.nhs.uk/ourwork/pe/fft/friends-and-family-test-data/ 

http://www.england.nhs.uk/ourwork/pe/fft/friends-and-family-test-data/

